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SMS Messaging 


SMS Messaging 


The ability to text pet parents is critical to our success. For example, if we can text guest 
about their appointment, the risk of cancelations/no shows could reduce up to 90%. 


Guests that have opted into SMS messaging will receive automatic texts: 


e Immediately after registration: Pet parents get a confirmation about their class 
registration - "PETCO: Hi [guest name]! [pet name]'s is now enrolled in [class type] 
at [location name] with [trainer] on [start date] at [time].” There will also be a 
reminder to bring in vaccination paperwork ONLY IF we do not have it on file. 

e One day before each class session: Pet parents receive a reminder text - "PETCO: 
Weare so excited to see you and [pet name] tomorrow in the [class type] class 
at [time]!" There will also be a reminder to bring in vaccination paperwork ONLY IF we 
don't have it on file. 

e Day of each session: Pet parents will receive a reminder text - "PETCO: Looking 
forward to seeing you and [pet name] in class today at [time]!" There will also be a 
reminder to bring in vaccination paperwork ONLY IF we don't have it on file. 


SMS History 
e Here Trainers will be able view all text Reet State —s 


messages sent to guest by Trainer, Groomers, emmu 


and or the Petco system 


e Trainers will be able to send text reminders to 
guests after class. For example, “Great job in 
class today! Just a reminder to focus on Molly’s loose leash walking this week 
and remember to keep your session short and fun!” 


SMS Cadence 
Guests will be able to text their Trainer back via the iPASS system! 


e Trainers should check iPASS daily and review all SMS messages that come in. SMS 
should be used primarily for communicating class information (dates/times, 
confirmations, reminders, etc., etc.) Trainers should encourage their pet parents to 
call their PCC if they would like an immediate response. Trainers should also ensure pet 
parents know what days they work so pet parents do not expect immediate responses 
at all hours. 


What pet parents are opting into when they opt into SMS 
There are TWO different types of text messages: transactional and marketing. Pet 
parents are opting into transactionaltext messages only. Texting our guests 


comes with legal responsibilities 


SMS Example: 


Trainer: “Hi Fred! This is Chloe the Dog Trainer from Petco! | just wanted to confirm that 


you and Molly are still coming to our session tomorrow at 4:00 pm?” 


Customer: “Hi Chloe! Thanks for checking, yes Molly and I will be there. Sorry we missed 
last week’s session.” 


Note: SMS history is saved for up to 6 months in the iPASS system. 


SMS Benefits for Dog Trainers 


e Trainer has direct contact to pet parent 

e Trainer has line of sight to progress throughout the week 
e Trainer can send pet parent reminders 

e Pet parents can send image of updated vaccines 


SMS Do's sents 


Remember: Our guests in iPASS are ONLY opting into transaction SMS and NOT marketing 
SMS from our partners 
e Don’t use SMS to sell a new class and/or 


e Do respond to pet parent questions anything from Petco 
e Do conduct yourself professionally e Don’t use SMS for any current or future 
e Do use SMS to let pet parents know promotions within Petco 
about any upcoming cancelations e Don’t use SMS for personal 
e Do use SMS to send pet parent class conversations 
reminders e Don’t use SMS when you are not on the 
clock 


Transactional SMS EE 


“Looking forward to seeing Frankie in class 
“Looking forward to seeing Frankie inclass tomorrow at 4:00 PM. Reminder: please bring 
tomorrow at 4:00 PM. Reminder: please bring a copy of his vaccination records to your 
a copy of his vaccination records to your session. We are also having a special at our 
session” Grooming salon! If you want to get a nail 
buffing for Frankie after class, it is 20% off” 
“Due to inclement weather, our 6:00 PM class 
“Due to inclement weather, our 6:00 PM class for tomorrow will be cancelled. With all the 
for tomorrow will be cancelled” snow out there, you can order some boots for 
your pup on Petco.com” 
“Hi Sarah, don’t forget to bring Bella’s favorite 
treats to class today at 2:00 PM. We have a 
special on Zukes right now, they are buy one 
get one half off” 


“Hi Sarah, don’t forget to bring Bella’s favorite 
treats to class today at 2:00 PM. See you 
soon!” 


